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Abstract: This study investigates the profound impact of the Electronic Business One-Stop Shop (E-BOSS) system
on customer satisfaction in the context of Quezon City's Small and Medium Enterprises (SMEs). Using a
sophisticated methodology that seamlessly integrates in-depth case studies with rigorous data analysis, the study
aims to identify the critical factors influencing customer satisfaction and uncover opportunities for optimizing the
E-BOSS platform. In essence, the findings of this study are expected to inform strategic approaches aimed at
improving platform functionalities to better meet the unique needs of SMEs navigating Quezon City's complex
digital business landscape. The study's key findings shed light on the factors that have had a significant impact on
client satisfaction while also providing invaluable insights into the experiences of SMEs using the E-BOSS system
in Quezon City. The findings show a significant increase in satisfaction levels when compared to previous manual
methods. Applicants were overwhelmingly positive, praising the system's effectiveness in expediting business
permit applications and providing unparalleled convenience to SMEs. The findings of the comprehensive case study
highlight the truly revolutionary nature of the E-BOSS system, establishing a significant milestone in the field of
business facilitation and paving the way for promising avenues in future digital business infrastructure development.
This study has practical implications for policymakers and stakeholders looking to improve the efficiency and
satisfaction of businesses operating within such technological frameworks by contributing to the ongoing discussion
about the adoption and optimization of digital platforms for SMEs. The study not only advances our understanding
of E-BOSS's transformative potential, but also serves as a road map for future efforts to foster a favorable digital
ecosystem for SMEs in Quezon City and elsewhere.
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Introduction

Optimizing administrative processes to promote increased client satisfaction is a never-ending endeavor in
the shifting terrain of modern business operations. The Electronic Business One-Stop Shop (E-BOSS) is a digital
innovation meant to shorten the licensing and permitting processes for small and medium-sized enterprises (SMES)
in Quezon City.

This study set out on an adventure to define and improve client satisfaction inside this unique framework.
This looked into the intricacies of client experiences to distill insights that have the potential to magnify the ease of
doing business in Quezon City, with an insightful focus on requesting and evaluating the comments of SME business
owners who have engaged with the E-BOSS system.

Purpose of the Study

The objective of this study was to evaluate the feedback of SME business owners on the preceding process of
acquiring or renewing business permits via the Quezon City LGU's e-BPLS system. Despite the recent
JETIR2404869 ] Journal of Emerging Technologies and Innovative Research (JETIR) www.jetir.org | i516



http://www.jetir.org/

© 2024 JETIR April 2024, Volume 11, Issue 4 www.jetir.org(ISSN-2349-5162)

implementation of the new Joint Memorandum Circular (JMC) aimed at reducing processing times, client
satisfaction surveys had indicated moderate to average levels of satisfaction.

It focused on gathering perspectives from SMEs operating and registered in Quezon City to comprehensively
understand their viewpoints regarding the advantages and challenges associated with the e-BPLS process. The study
aimed to identify areas for enhancement and potential obstacles encountered by business owners when utilizing the
e-BPLS system by analyzing their feedback.

The research questions were structured around the theoretical framework of the Technology Acceptance
Model (TAM) developed by Davis in 1989, specifically segmented into Perceived Usefulness, Perceived Ease Of
Use (PEOU), Intention to Use (ITU), and Suggestions for Improvement. Specifically, this study sought to answer
the following questions aligned with the TAM Framework:

1. What are the features of the E-BOSS platform that were found useful by SMEs?

2. How are the SME’s experiences in using the E-BOSS platform when it comes to navigating through
different processes?

3. How much does the E-BOSS platform's design and interface add to the perception of ease of use among
SME users?

4. How likely do SMEs plan to use the E-BOSS platform in submitting their new/renewal application/s?

5. What recommendations can be made to optimize the design and functionalities of the E-BOSS platform to
better align with the perceived usefulness and ease of use for SMEs in Quezon City?

Research Design

The Research Design section serves as the study's foundational framework, guiding a systematic exploration
of the factors influencing client satisfaction with the Electronic Business One-Stop Shop (E-BOSS) system for SMEs
in Quezon City. The methodological structure outlines a comprehensive plan for collecting, analyzing, and
interpreting data that is critical for achieving research goals. This design ensures a holistic exploration of client
experiences within the E-BOSS system by combining case study approaches, qualitative investigations, and thematic
analyses. The case study method provides a comprehensive understanding of clients' interactions with the QC-LGU's
E-BOSS system, revealing strengths and weaknesses and identifying areas for improvement. Qualitative methods,
such as interviews with system users and an examination of the current procedure, provide firsthand insights and
enhancement suggestions. Thematic analysis identifies common themes and concerns, whereas process audits
identify gaps or opportunities for improvement. Data triangulation from multiple sources improves the reliability
and validity of findings, and ethical considerations such as informed consent, confidentiality, and adherence to
ethical principles are incorporated into the design.

The result of these efforts is a comprehensive report that details clients' experiences with the E-BOSS system,
emphasizing its benefits and drawbacks. Specific areas for potential improvement are identified, and
recommendations are made to assist the QC-LGU in improving the E-BOSS system and addressing any
shortcomings. This research design allows for a rigorous and ethical investigation of client satisfaction, providing
valuable insights to inform improvements in Quezon City's e-government services.

Participants

Initially, the Researcher intended to invite ten (10) client respondents, split evenly between five (5) utilizing
the new business feature and five (5) utilizing the business renewal feature. In instances where some participants
declined the invitation, she sought to interview at least three (3) clients from each category who had utilized the QC-
LGU's existing E-BOSS system.

Purposive sampling was used in gathering participants for this study. In instances where some participants
declined the invitation, the Researcher sought to interview at least three (3) clients from each category who had
utilized the QC-LGU's existing E-BOSS system. This approach ensured an adequate number of participants for
comprehensive data analysis and insights. In addition to client respondents, the research included interviews with
evaluators involved in the E-BOSS system's back-end process. One (1) Initial Evaluator, one (1) Final Reviewer,
and one (1) BPD Final Checker were selected from the pool of evaluators. The selection of evaluators was based on
the total number of evaluators within the QC-LGU's Business Permits and Licensing Department, comprising eleven
(11) Initial Evaluators, six (6) Final Reviewer Evaluators, and four (4) BPD Final Checkers.
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In summary, the study interviewed at least six (6) clients, with three (3) participants representing new
business applications and three (3) participants representing business renewals. Additionally, a minimum of three
(3) evaluators were interviewed, including representatives from the Initial Evaluator, Final Reviewer Evaluator, and
BPD Final Checker positions, providing insights into the E-BOSS system's back-end processes.

Data Collection Method

The Researcher employed the following procedures in collecting data:

Interviews. These were conducted with clients who had utilized the QC-BPLD's E-BOSS system for new
business applications and renewals. The interviews offered valuable insights into their experiences, perceptions, and
recommendations. Moreover, evaluators involved in the back-end process were also interviewed to gather their
perspectives and expertise.

Direct Observation. Extensive observations were conducted to closely monitor and document the processes
involved in applying for and processing new and renewal applications within the E-BOSS system. This approach
aimed to provide a comprehensive understanding of the system's operations, procedures, and identify any potential
faults or bottlenecks.

Documentation Review. The study involved evaluating existing documentation related to the E-BOSS
system, including user manuals, guidelines, standard operating procedures, and reports. This secondary data was
instrumental in validating findings and offering a broader context for the study by complementing the primary data
obtained through interviews and observations.

The study employed diverse data sources to effectively assess and fulfill the research objectives. It combined
one-on-one interviews with clients and evaluators, direct observation of the process, and a thorough review of
relevant documentation to ensure a comprehensive exploration of the E-BOSS system's functioning and user
experiences.

Results and Discussion
Summary of Findings

Based on the conducted research, the participants, including the applicants, expressed a high level of
satisfaction with the QC-BPLD's E-BOSS, while the evaluators demonstrated a somewhat positive sentiment. The
applicants greatly appreciated the convenience and faster transaction processing offered by the system compared to
the previous manual process. The availability of public assistance at the BPLD office was also noted positively, with
staff members being helpful and polite when addressing inquiries and concerns. Suggestions for system
enhancements to improve user-friendliness were put forward, particularly to accommodate older generations who
might prefer manual processing.

However, some challenges were identified. Certain ancillary clearances were not yet integrated into the
online platform, leading to applicants being directed to visit specific ancillary departments for processing their
compliances. Long queues and unclear instructions persisted during the ancillary clearance application process.
Participants also experienced minor system glitches in the current features, leading to multiple submission attempts
due to insufficient requirements. These issues could potentially impact meeting the mandated standard processing
time outlined in IMC 2021, which sets a timeframe of three (3) working days.

Overall, while the processing of business permits, whether new or renewal, can potentially meet the mandated
standard processing time stipulated in JIMC 2021, it relies heavily on the cooperation of ancillary departments to
unify their requirements within the E-BOSS system of Quezon City.

Through the research conducted, the research questions were answered as follows:

1. What are the features of the E-BOSS platform that were found useful to SMEs?

The submission of requirements via various devices emerged as one of the most beneficial features of the E-
BOSS platform for SMEs. Utilizing their smartphones, laptops, or desktops, SMEs were able to seamlessly submit
their applications without the need to physically visit the Quezon City Hall. Additionally, the delivery of business
permits and ancillary clearances directly to the business establishment's address proved to be a highly convenient
feature. This streamlined process spared business owners the effort of retrieving these permits in person.

Moreover, the system's regular updates on the application’'s status were greatly appreciated. These updates
allowed business owners to closely monitor their application's progress, enabling them to promptly provide any
additional requirements or follow necessary procedures.
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2. How are the SME’s experiences in using the E-BOSS platform when it comes to navigating through
different processes?

Participants expressed their satisfaction with the ease of navigation offered by the online system. They
highlighted the convenience and quicker transactions compared to the previous manual process, where enduring
long queues was a common experience while applying for or renewing business permits.

New Business Transactions. Participants engaging in new business transactions lauded the platform's
convenience and accessibility. They emphasized the smoothness of online submissions, particularly when all
required documents were attached. Accessible through mobile phones, this online approach eliminated the need for
physical visits to the QC-BPLD. Participants noted cost-effectiveness, saving on transportation expenses and
valuable time otherwise spent on unnecessary trips to Quezon City Hall.

Renewal Procedures. However, the payment of business tax during renewal remained a manual process,
leading to frustration due to tedious procedures. Nonetheless, participants appreciated the swift and hassle-free
experience when renewing their business permit via the kiosk feature after tax payment. Completing their renewal
application required just a few clicks, and within days, the permits were delivered to their doorstep.

3. How much does the E-BOSS platform's design and interface add to the perception of ease of use
among SME users?

The design and interface of the QC-BPLD's E-BOSS platform were acknowledged for their contributions to
the ease of use among SME users. However, participants reported encountering minor system glitches, such as
missing fields and inadequate prompts that caused confusion. They particularly struggled with sections requiring
them to identify the appropriate line of business, which often differed from their actual business operations. These
challenges indicated several areas for improvement to achieve a more user-friendly design and interface for the
Quezon City E-BOSS platform.

Despite these issues, the design and interface of the E-BOSS platform played a role in facilitating ease of use
for SME users. Evaluators recognized the system's potential for improvement, acknowledging that while it still had
room for enhancement, its efficiency in processing business permits had indeed progressed compared to the previous
manual process.

4. How likely do SMEs plan to use the E-BOSS platform in submitting their new/renewal application/s?

Overall, participants expressed a favorable view of the E-BOSS platform, attributing it to its convenience
and accessibility. They showed a stronger preference for the online process over the manual method. However, it's
worth noting that older generations and individuals less adept with technology might still prefer submitting their
applications manually.

5. What recommendations can be made to optimize the design and functionalities of the E-BOSS
platform to better align with the perceived usefulness and ease of use for SMEs in Quezon City?

Here are some refined recommendations to enhance the design and functionalities of the E-BOSS platform
for better usability by SMEs in Quezon City:

a. User Interface Enhancement. The current platform design is generally understandable for
applicants; however, a more intuitive and user-friendly interface could be developed. It would be beneficial
to tailor a simpler view for applicants using smartphones compared to those using desktop computers.

b. Simplified Instructions. Providing guide prompt messages or tooltips for certain fields would
greatly assist applicants in understanding the required information to fill out in their applications.

c. Document Upload Mechanism. Simplifying the process for attaching files is crucial for a user-
friendly experience. Integrating multiple-paged documents into a single tab would streamline the application
process, ensuring easier access for both applicants and evaluators.

d. Real-time Assistance. Offering virtual assistance round the clock or during the operating hours of
the QC-LGU is essential. Timely addressing of inquiries or concerns raised while navigating the online
system is critical to avoid delays in the application process. Incorporating an automated chatbot equipped
with common FAQs could address initial concerns. Additionally, for more complex or specific technical
queries, a provision for direct assistance from personnel should be available.

Implications
Implications derived from the study offer actionable steps to enhance the E-BOSS platform, targeting
identified issues to create a more efficient and user-friendly system for SMEs in Quezon City. The interface
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recommendations aim to deliver a more accessible and user-centric experience across various devices, potentially
amplifying overall client satisfaction. Process recommendations aim to curtail redundancy, streamline evaluation
procedures, and adhere to regulatory standards, all pivotal for expediting business permit processing. These
recommendations underscore the necessity for continuous collaboration and refinement, advocating for a flexible
approach to system development. This approach fosters an environment that constantly integrates user feedback and
municipal service requirements.

Harmonizing the suggested changes with JMC 2021 standards not only ensures compliance but also promises
the realization of a smoother and more efficient E-BOSS system within the regulatory framework.

The study's findings on client satisfaction with the E-BOSS system may have theoretical implications in the
realm of the Technology Acceptance Model (TAM). TAM posits that users' perceptions of ease of use and usefulness
significantly influence their intention to use and, subsequently, their actual adoption of a technology.

This study aligns with TAM principles by highlighting the pivotal role of user interface friendliness and
operational efficiency in shaping client satisfaction. Theoretical implications suggest that interventions focused on
enhancing user interface design, as recommended in the study, could positively impact users' perception of the
system'’s ease of use. Furthermore, streamlining processes, as proposed in the recommendations, may contribute to
the perceived usefulness of the E-BOSS system.

Thus, the theoretical implication is that interventions aimed at improving user experience and operational
efficiency not only align with practical recommendations, but also with established technology acceptance theories.
This establishes a conceptual framework for understanding and predicting user behavior and satisfaction in
technology adoption. The study's contribution to a broader understanding of technology adoption and satisfaction in
e-government services is strengthened by the link between empirical findings and well-established theoretical
frameworks.

Conclusion

In conclusion, the E-BOSS platform has transformed the application process for SMEs by introducing the
convenient feature of submitting requirements via various devices, thereby eliminating the need for physical visits
to the Quezon City Hall. The use of smartphones, laptops, or desktop computers for submission has greatly simplified
the application process for business owners. The platform's innovative approach of delivering business permits and
ancillary clearances directly to business establishments has added another layer of convenience, eliminating the need
for business owners to personally obtain these permits. The regular application status updates have been invaluable,
providing business owners with real-time information to monitor progress and allowing them to respond quickly to
any additional requirements or procedures. This simplified and efficient system reflects a positive shift toward digital
processes, which improves the overall experience for SMEs navigating regulatory procedures in Quezon City.

The participants’ overall feedback emphasizes the online system's positive impact on new business
transactions, with unanimous satisfaction expressed for its ease of navigation, convenience, and efficiency. Long
queues have been eliminated, and the ability to submit documents seamlessly via mobile devices has significantly
improved the experience, saving both time and resources. While manual payment of business taxes during renewal
procedures remained a source of annoyance, the introduction of the kiosk feature for permit renewal received praise
for its speed and ease of use. The use of digital submissions in conjunction with the kiosk feature has transformed
the renewal process, making it more streamlined and user-friendly. Despite the difficulties associated with the
manual tax payment process, there appears to be a positive shift toward a more efficient and accessible system for
business transactions in Quezon City.

SME users have praised and criticized the design and interface of the QC-BPLD's E-BOSS platform. While
the participants acknowledged the platform's contributions to overall usability, they also reported minor system
glitches, particularly in sections related to identifying the appropriate line of business. These difficulties highlighted
the need for further refinement in order to achieve a more user-friendly design and interface. Despite these issues,
evaluators saw the platform's potential for improvement, highlighting its efficiency in processing business permits
as a significant improvement over the previous manual process. While the E-BOSS platform has made significant
progress in simplifying processes, ongoing adjustments are required to address user concerns and ensure a more
seamless experience for SMEs navigating the Quezon City business permit application system.

The E-BOSS platform was overwhelmingly endorsed by participants, who cited its convenience and
accessibility as primary reasons for their positive evaluation. The clear preference for the online process over the
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manual method indicates that the platform has met the expectations and needs of a sizable portion of its user base.
Nonetheless, it is critical to recognize that preferences may differ across demographics, with older generations and
those less technologically savvy possibly continuing to prefer the traditional manual submission method. This
emphasizes the importance of maintaining a flexible approach to cater to the community's diverse user profiles and
ensuring that the platform continues to evolve to meet the changing needs of all user demographics.

The refined recommendations presented aim to improve the E-BOSS platform's design and functionality,
thereby increasing its usability for SMEs in Quezon City. The proposed user interface enhancement, which caters to
various devices such as smartphones and desktop computers, promises applicants a more intuitive and accessible
experience. The request for simplified instructions and guide prompt messages addresses the need for clearer
guidance in filling out application fields. Streamlining the document upload mechanism by combining multiple-
paged documents into a single tab is a practical solution for simplifying the overall application process. The
suggestion of real-time assistance, which combines an automated chatbot with direct personnel support, reflects a
comprehensive approach to promptly address user inquiries and potential concerns, ensuring a smoother and more
efficient application journey for SMEs. These suggestions collectively contribute to the E-BOSS platform's ongoing
evolution, promoting user satisfaction and efficiency in the Quezon City business permit application process.

Recommendations

Customer satisfaction is influenced by various factors, such as the responsiveness of employees, the clarity
of communication, the efficiency of communication networks, and the stability of leadership patterns (Gloor et al.,
2017). Therefore, the recommendations in this study are categorized into two areas: (1) interface recommendations
and (2) process recommendations:

Interface Recommendations. The current steps involved in filling out fields for business permit applications
are divided into sections, but the readability of these sections is better suited for larger screens like computers rather
than smaller devices like mobile phones. To enhance user-friendliness, the interface layout should be optimized for
smaller screens as well. The recommended interface for the QC-LGU's E-BOSS platform is provided in Appendix
M.

The current system steps will persist, but the mobile phone view will segment these steps based on the
questions asked. Instead of showing all upload tabs in a single step, each upload tab will appear individually. For
instance, if the uploading of Basic Documentary Requirements is in step 2 and the applicant needs to upload Proof
of Business Registration and Proof of Business Location, each tab will display one by one, maintaining the progress
in Step 2 until all required attachments are uploaded. For fields requiring clarification, question mark buttons will
be available. Additionally, guides and templates in the system will be easily accessible to assist applicants in
submitting required documents.

Regarding ancillary compliances, the dashboard for submitted applications will appear as a drop-down
toggle, allowing applicants to view pending compliances. Contact details for ancillary departments will be provided
for easy communication regarding concerns.

Improving the chat support format involves integrating it with current FAQs. Common queries will be turned
into tabs, providing automatic responses when clicked. This ensures immediate resolution of frequent concerns
without waiting for live agents, who will engage only for unique or applicant-requested issues. Contact details of the
department will still be displayed for applicants to explore alternate communication options.

Process Recommendations. Enhancing the process flow for new business permits in the online system
involves reducing redundancies. Currently, the evaluation involves three BPLD personnel—Initial Evaluator, Final
Reviewer, and BPD Final Checker—each assessing document correctness and completeness. To adhere to the
standard processing time in JMC 2021, it's proposed to eliminate further evaluation after business tax payment, with
assessment conducted before sending the tax assessment bill to the applicant.

Implementing multiskilling policies and providing training and development programs can help prevent
redundancies and optimize staff performance. Training initiatives are crucial for evaluators to proficiently assess
submitted documents and streamline the overall business permit evaluation process. The recommended online
application process is provided in Appendix N. For Appendices M & N, view here.

Furthermore, future Researchers could conduct a comprehensive analysis of how technological
advancements affect customer satisfaction in government services. This analysis could include looking into how
emerging technologies like artificial intelligence can be used to improve different aspects of service delivery, such
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as responsiveness, communication clarity, and process efficiency. Researchers can provide valuable insights into
how governments can better meet the changing needs and expectations of their constituents while improving overall
customer satisfaction by investigating the potential benefits and challenges associated with adopting these
technologies. In addition, Researchers could look into the role of digital literacy initiatives in ensuring equitable
access to online government services, as well as strategies for overcoming potential adoption barriers among diverse
user groups.
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